Analisis Pengalaman Dan Kepuasan Pelanggan Terhadap Loyalitas Pelanggan






Chang, H. H., & Chen, S. W. (2008). The Impact of Customer Interface   Quality, 
Satisfaction and Switching Costs on E-Loyalty:  Internet Experience  as  a  
Moderator. Computers in Human Behavior, 1016 (10). 
 
David, Fred R, 2011. Strategic Management, Buku 1. Edisi 12 Jakarta 
 
Diller, S., Shedroff, N., & D. Rhea. (2006). Making Meaning: How  Successful  
Businesses  Deliver  Meaningful Customer Experiences. California: 
Berkeley. 
 
Gentile, C., Spiller, N., & Noci, G. (2007). How to Sustain the Customer  
Experience:  An  Overview  of  Experience Components  that  Co-create  
Value  with  the  Customer. European Management Journal, 25(5), 395–410. 
 
Irawan, Handi, 2008. MembedahStrategi Kepuasan pelanggan. Cetakan Pertama. 
Jakarta: PT. Gramedia 
 
Hermawan, Agus. 2012. Komunikasi Pemasaran. Jakarta: Erlangga 
 
Hollyoake,  M.  (2009,  September).  Customer  Experience in B2B 
Environment.Retrieved  September  18,  2012,  from 
www.springboardcs.com/articles/uploads/CxP_IN_B2B.pdf 
 
Kotler, P. dan Kevin Lane Keller.2007, Manajemen Pemasaran. Edisi  
Keduabelas. Jilid I.Jakarta: Penerbit PT. Indeks Kelompok Gramedia.  
 
Kotler, P. dan G. Armstrong. 2004, Dasar – dasar Pemasaran. Edisi Kesembilan. 
Jilid I.Penerbit PT. Indeks Kel. Gramedia. Jakarta. 
 
Kotler, Philip. 2005. Manajemen Pemasaran. Jilid I. Indeks, Jakarta. 
 
Kurnia, Eddy. 2013. Customer Is Change “Eksplorasi Perilaku Pelanggan Di 






Lemke,  F.,  Clark,  M.,  & Wilson,  H.  (2006).  What  Makes  a Great  Customer  
Experience.  Cranfield  Customer Management Forum.  
  (2010).  Customer Experience  Quality:  An  Exploration  in  Business  and 
Consumer  Contexts  Using  Repertory  Grid  Technique. Journal of the 
Academy of Marketing Science. 
 
Lupiyoadi, Rambat. 2001. Manajemen Pemasaran Jasa.Penerbit : Salemba 
Empat. Jakarta. 
 
Lupiyoadi, Rambat. 2004. Manajemen Pemasaran Jasa.Penerbit : Salemba 
Empat. Jakarta. 
 
Nurdiansyah,Cepi.2013,Analisis Pengaruh Kewajaran Harga,Kualitas Layanan 
dan Kualitas Produk Terhadap Kepuasan Pelanggan dan Upaya 
Meningkatkan Loyalitas Pelanggan pada Rumah Makan “Angkringan Cekli” 
 
Sanusi,Anwar.2011,Metode Penelitian Bisnis.Penerbit SalembaEmpat.Jakarta 
 
Sugiyono. 2009.  Metode Penelitian Bisnis (Pendekatan Kuantitatif, Kualitatif 
dan R&D). Bandung: Alfabeta 
 
Senjaya,Vivie;Semuel,Hatane;Dharmayanti,Diah.2013.Pengaruh Customer 
Experience QualityTerhadap Customer Satisfaction &Customer Loyalty Di 
kafe Excelso Tunjungan Plaza Surabaya :Perspektif B2C 
 
Tu,  Y.  T.,  Wang, C. M., & Chang, H. C. (2012). Corporate Brand Image and 
Customer Satisfaction on Loyalty: An Empirical Study of Starbucks Coffee in 
Taiwan. Journal of Social and Development Sciences, 3 (1), 24-32. 
 
Watkins, H. (2007). How to Drive Loyalty Through Fantastic Customer 
Experiences. Kae: Marketing Intelligence. 
 
 
